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Defective Card Return forms should be submitted once per week or anytime a form has 15 or more 
CSN’s on it. Defective cards may be returned to the ESB using the following process: 

Action to Take 

1. Collect the cards at your Agency with a system Status of “Defective.” (Cards Blocked as 
Damaged, or any other Blocking reason than Defective, cannot be returned using this process. 
Cards Blocked in error with the wrong Blocking Reason may be re-Blocked as Defective to be 
included in this process.) 

2. Sort the Cards by Location. Most Agencies have more than one Location. Forms must be filed for 
each Location that has cards, or all the cards from that Agency can be moved to one location, 
reducing the number of forms and emails that must be sent. 

Note: Appendix A has tables for each Agency and its Locations that indicates how cards are 
moved between Locations and Sub-Locations. 

Note: Currently, there may be some defective cards in Agency possession that show being 
located at the SSB. Since these cards have already been set to Defective, and Agencies 
cannot order cards directly from the SSB, they cannot be moved in Inventory using an Order. 
These cards will have to be manually moved in Inventory by the SSB. An email should be 
sent to the SSB, listing the CSN’s of the cards that need to be moved and the Location to 
which they need to be moved.. 


3. Within each Location of cards, Group cards by card type: Standard, RRFP, Campus, Disposable. 

4. Within each Card Type Group, sort by Defective Cause (Card Issue or Software Issue) 

a. For Card Issue cause, cards that cannot be read or detected by the card readers there is 
a checkbox to indicate the cards cannot be read. For cards that have faulty printing 
(either from the factory or from the Agency card printer) and/or that have a manufacturing 
issue regarding the card materials write “Printing or Manufacturing error” in the Defective 
Issue column. 

b. For Software Issue cause, list DEVI# or Metrix Call# in the Defective Issue Column. If 
none of these reasons are applicable, list the reason the card was determined to be 
Defective. 

5. Each Agency has a form of its own that holds 20 CSNs. Experience has shown that more than 
20 cards on an order can be difficult to troubleshoot if there is an issue. If the Agency 
chooses, submitting separate forms of 20 card batches is acceptable; however, an additional 
form has been supplied so that larger Orders can be placed, should the Agency choose to do so. 
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If multiple pages are intended to be the same order, fill in the “Page # of # pages” information in 
the upper right of the pages. Each form should be saved in the same .DOC file format and 
attached to the email. Do NOT combine the pages into a PDF, .DOCX, or other format type. Each 
form should remain a separate document as it is provided to the users. 

6. Email the Defective Card Return form(s) to the Help Desk and include the forms from only one (1) 
Card Type and location per email, (e.g. One email may have several forms attached, but only if 
all the forms are for the same card type and from the same Location.) A Metrix ticket will be 
opened per normal procedure. If the Agency chooses to move the Defective Card Inventory to 
from multiple sub-locations to their location before processing the cards into Card types, this 
reduces the number of emails the Agency has to send and reduces the number of Card orders 
that need to be placed to return the cards to the ESB, which means less processing for everyone 
and makes tracking the cards to the resulting Agency Order # clearer. 

7. Agency Card Order(s) for each resulting Metrix Call will be created from the ESB to be fulfilled by 
the Agency Location that is indicated in the Defective Card Return form(s). 

The Defective Card Return form(s) will be returned to the submitting Agency with the Card Order 
#’s filled in attached to the ESB Notice of Call Closure. The File name of the returned forms also 
indicate the Metrix Call and Order numbers in the following format: 

<Metrix Call#>_<Form Page #>_<Agency InitialsxOrder #>[number of cards on form].doc 

As an example, 123456_1_PT12345[12].doc indicates Metrix Call#123456 with Form one from 
PT was turned into Order#12345 for 12 cards. 

8. Agency personnel with the appropriate Agency website permissions will fulfill the Card Orders, 
entering the CSN(s) on each form that references the order number being processed, and 
marking them shipped. The order will display in Card Orders and Inventory Management/Card 
Sending list. [SEA-00365 RFCS Agency Website Operations Manual v.7.0 - section 3.2 Fulfilling 
Cardstock Orders] 

9. The Agency then physically ships, or delivers, the cards to the ESB; please include the Packing 
Slip from the Agency web site. (The DCR form is not required in the shipment). 

After the ESB receives the cards on the Agency website, the cards will be examined and all those 
determined to be Defective will be used to build credit details for a Credit Invoice. (Fully functional 
cards inadvertently sent to ESB and cards determined to be Damaged rather than Defective will not 
become part of the credit details.) 


Card Movement 

Inventory Stock movement works as follows: 

There are Locations and Sub-Locations. 

Each Agency is a Location and each place within that Agency that has devices is also a Location. Cards 
may move between Locations using the Card Order function on the Agency website. 

For Example: Pierce Transit, PT BusShop Commerce, PT BusShop Tacoma Dome, and PT Lakewood 
Bus Depot are all Locations. Pierce Transit could place internal orders for all the defective cards at each 
location with devices to send their cards to PT. After the order is shipped and accepted, all the defective 
cards would be at Pierce Transit and only one form per card type would be required. This would reduce 
the number of forms required to return the cards to the SSB. 

Each Location with devices has a Sub-Location for each device there. 

For Example: PT-TACDOME-CST-OI and PT-TACDOME-CST-02 are Sub-Locations of PT BusShop 
Tacoma Dome. Cards at either of these CST’s must be moved to the Location PT BusShop Tacoma 
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Dome, using the View Inventory function on the Agency website. This is necessary because cards cannot 
be shipped from the Sub-Locations. 

Cards within a Location can only be moved from Sub-Locations (CST’s and Printers) to their direct 
Location (the physical location of the devices), via the Agency website View Inventory function. This can 
be done to a Single Card or a Group of Cards. 

For example: Cards at a Sub-Location cannot be moved directly to the Agency location (which has no 
Sub-Locations). They must be moved to the Sub-Location where their devices are physically situated: 
KCM-KING ST-CST-02 must go to KCM King St Center or PT-TACDOME-CST-OI must go to PT 
BusShop Tacoma Dome. 

Since defective card forms must only have one Card Type (Standard, RRFP, Campus, or Disposable) 
and one Location per form, gathering all the cards together in one Location, using the Agency>View 
Inventory and Agency>New Card Order functions may make the process more convenient for Agencies 
with one person processing the Defective Card Return forms for multiple device locations. 


Appendix A: Card Movement between Agency Locations and Sub-Locations 


Table 1: Community Transit 


Agency Locations 

Defective 

Cards ship to 
SSB? 

Card Movement Options 
for Defective Cards Orders 

Community Transit 

YES 

Can ship directly to SSB or to other CT 
Locations using Card Order 

Community Transit KPB 

YES 

Can ship directly to SSB or to other CT 
Locations using Card Order 

CT Lynnwood RideStore 

YES 

Can ship directly to SSB or to other CT 
Locations using Card Order 

Sub-Locations 



CT-RIDE STORE-CST-OI 

NO 

Can be Moved to any CT location via 

Agency Web>View Inventory 

CT-RIDE STORE-CST-02 

NO 

Can be Moved to any CT location via 

Agency Web>View Inventory 

CT-RIDE STORE-CST-03 

NO 

Can be Moved to any CT location via 

Agency Web>View Inventory 

CT-RIDE STORE-CST-PRN 

NO 

Can be Moved to any CT location via 

Agency Web>View Inventory 


Table 2: Everett Transit 


Agency Locations 

Defective 

Cards ship to 
SSB? 

Card Movement Options 
for Defective Cards Orders 

Everett Transit 

YES 

Can ship directly to SSB or to other ET 
Locations using Card Order 


SEA-06181 SB0017 Defective Card Return Process v4.0 





Service Bulletin: 


Defective Card Return Process 


Everett Transit ECS 

YES 

Can ship directly to SSB or to other ET 
Locations using Card Order 

Sub-Locations 



ET-EVERETTSTN-CST-01 

NO 

Can be Moved to any ET location via 

Agency Web>View Inventory 

ET-EVERETTSTN -CST-02 

NO 

Can be Moved to any ET location via 

Agency Web>View Inventory 

ET-EVERETTSTN -CST-03 

NO 

Can be Moved to any ET location via 

Agency Web>View Inventory 


Table 3: King County Metro 


Agency Locations 

Defective 

Cards ship to 
SSB? 

Card Movement Options 
for Defective Cards Orders 

King County Metro 

YES 

Can ship directly to SSB or to other KCM 
Locations using Card Order 

KCM King St Center 

YES 

Can ship directly to SSB or to other KCM 
Locations using Card Order 

KCM - Westlake Customer 

Shop 

YES 

Can ship directly to SSB or to other KCM 
Locations using Card Order 

Regional Mail Center 

YES 

Can ship directly to SSB or to other KCM 
Locations using Card Order 

Regional Inventory Distribution 
Center 

YES 

Can ship directly to SSB or to other KCM 
Locations using Card Order 

Sub-Locations 



KCM-KING ST-CST-01 

NO 

Can be Moved to any KCM location via 
Agency Web>View Inventory 

KCM-KING ST-CST-02 

NO 

Can be Moved to any KCM location via 
Agency Web>View Inventory 

KCM-KING ST-CST-03 

NO 

Can be Moved to any KCM location via 
Agency Web>View Inventory 

KCM-KING ST-CST-04 

NO 

Can be Moved to any KCM location via 
Agency Web>View Inventory 

KCM-KING ST-CST-05 

NO 

Can be Moved to any KCM location via 
Agency Web>View Inventory 

KCM-KING ST-CST-06 

NO 

Can be Moved to any KCM location via 
Agency Web>View Inventory 

KCM-KING ST-CST-09 

NO 

Can be Moved to any KCM location via 
Agency Web>View Inventory 

KCM-KING ST-PRN-01 

NO 

Can be Moved to any KCM location via 
Agency Web>View Inventory 

KCM-WESTLAKE-CST-01 

NO 

Can be Moved to any KCM location via 
Agency Web>View Inventory 
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KCM-WESTLAKE-CST-02 

NO 

Can be Moved to any KCM location via 
Agency Web>View Inventory 

KCM-WESTLAKE-CST-03 

NO 

Can be Moved to any KCM location via 
Agency Web>View Inventory 

KCM-WESTLAKE-PRN-01 

NO 

Can be Moved to any KCM location via 
Agency Web>View Inventory 


Table 4: Kitsap Transit 


Agency Locations 

Defective 

Cards ship to 
SSB? 

Card Movement Options 
for Defective Cards Orders 

Kitsap Transit 

YES 

Can ship directly to SSB or to other KT 
Locations using Card Order 

Kitsap Transit BCS 

YES 

Can ship directly to SSB or to other KT 
Locations using Card Order 

Sub-Locations 



KT-BREMERTON-CST-OI 

NO 

Can be Moved to any KT location via 

Agency Web>View Inventory 

KT-BREMERTON-CST-02 

NO 

Can be Moved to any KT location via 

Agency Web>View Inventory 

KT-BREMERTON-PRN-OI 

NO 

Can be Moved to any KT location via 

Agency Web>View Inventory 


Table 5: Pierce Transit 


Agency Locations 

Defective 

Cards ship to 
SSB? 

Card Movement Options 
for Defective Cards Orders 

Pierce Transit 

YES 

Can ship directly to SSB or to other PT 
Locations using Card Order 

PT BusShop Commerce 

YES 

Can ship directly to SSB or to other PT 
Locations using Card Order 

PT BusShop Tacoma Dome 

YES 

Can ship directly to SSB or to other PT 
Locations using Card Order 

PT Lakewood Bus Depot 

YES 

Can ship directly to SSB or to other PT 
Locations using Card Order 

Sub-Locations 



PT-COMMERCE-CST-OI 

NO 

Can be Moved to any PT location via 

Agency Web>View Inventory 

PT-COMMERCE -CST-02 

NO 

Can be Moved to any PT location via 

Agency Web>View Inventory 

PT-LAKEWOOD-CST-OI 

NO 

Can be Moved to any PT location via 

Agency Web>View Inventory 
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PT-LAKEWOOD-CST-02 

NO 

Can be Moved to any PT location via 

Agency Web>View Inventory 

PT-LAKEWOOD-CST-03 

NO 

Can be Moved to any PT location via 

Agency Web>View Inventory 

PT-TACDOME-CST-OI 

NO 

Can be Moved to any PT location via 

Agency Web>View Inventory 

PT-TACDOME-CST-OI 

NO 

Can be Moved to any PT location via 

Agency Web>View Inventory 


Table 6: Sound Transit 


Agency Locations 

Defective 

Cards ship to 
SSB? 

Card Movement Options 
for Defective Cards Orders 

Sound Transit 

YES 

Can ship directly to SSB or to other ST 
Locations using Card Order 

Sound Transit UCS 

YES 

Can ship directly to SSB or to other ST 
Locations using Card Order 

Sub-Locations 



ST-UNION ST-CST-01 

NO 

Can be Moved to any ST location via 

Agency Web>View Inventory 


Table 7: Washington State Ferries 


Agency Locations 

Defective 

Cards ship to 
SSB? 

Card Movement Options 
for Defective Cards Orders 

Washington State Ferries 

YES 

Can ship directly to SSB or to other WSF 
Locations using Card Order 

Washington State Ferry UCS 

YES 

Can ship directly to SSB or to other WSF 
Locations using Card Order 

Sub-Locations 



ST-THIRD AVE-CST-01 

NO 

Can be Moved to any WSF location via 
Agency Web>View Inventory 
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